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Design 1s a Team Sport
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“If | was running a company with
the distinction and history of
American Airlines, | would be
embarrassed - no ashamed - to
have a website with a customer
experience as terrible as the one
you have now.”

Dustin Curtis

% Northeast Weather Advisory

AA Explore destinations  Your reservations  Online Check-in Flight Status AmerlcanAIl’llneS"'

Book travel Special deals

#  Where are you going?
FROM san francisco (sfo, oak) m

new york city (jfk, Iga, etc)

WHEN

next thursday to 6/18
. T . . fi the CEO
From everyone here at American Airlines, enjoy your flight.
Read about how we're updating our image
A Flight status > A News > A Online check-in > A Your account
AmericanAirlines Reservations » Travel information » Al
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What was Dustin Curtis’s intention?
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Intentions and

execution
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Everybody thinks they are
a designer.
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To make this new boarding pass,
Delta must:

Replace 10,000+ boarding pass printers.
Change paper size and add cutting for bleeds.

Create new supply chain for colored inks.
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What causes poor design?

The right intention; rendered poorly?

or

A poor intention; rendered right?

To improve design,
We must work on both
the intention and

the skills of rendering.
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Are we
designing
Activities or
Experiences?
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Joanna8555 (Flickr)
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Six Flags = Activities

Disney = Experience

© Copyright 2017, User Interface Engineering. All Rights Reserved. Page 14



[R2.0b] » UIE  www.uie.com

Design is a Team Sport

1 Process IS

SIgn
2Signed experience.

A ges
d 0

Creating a

design process

for our
design processes
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‘Double Diamond" Design Process

Define

Discover : Develop :  Deliver

- s oo

Design Process:

“I'm pissed off and I'm

gonna show you how to
do it right.”
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An intentionally designed design process answers these questions:

Who is on the design team?
How will they add value?

When will they need support?

An intentionally designed design process answers these questions:

How do we introduce the design process?
Who will get credit for any successes?

Who will take the blame for any failures?
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Changing the

behavior of
others. ..
with our thoughts
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The effects of experimenter bias on the albino rat.
Rosenthal, R. & Fode, K. L.

Behayvioral Science, Volume 8, 1963

SMART DULL
RATS RATS

© Copyright 2017, User Interface Engineering. All Rights Reserved. Page 19



Design is a Team Sport [R2.0b] ® UIE « www.uie.com

SMART DUMB
CHILDREN CHILDREN

CAPABLE INCAPABLE

EMPLOYEES EMPLOYEES
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Expectancy Bias

Expectancy Bias

EXPERT NOT A
DESIGNER DESIGNER
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Expectations can change
QUTCOMES.

Our expectations can change
our team's outcomes.

Our expectations can change
our team's outcomes.

Can we use our expectations
to change our team's outcomes
for the better?
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Literacy,
Fluency,
& Mastery

DELENTEL ]
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THE U.S. DIGITAL SERVICE

&

Mikey Dickerson
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Dana’s Project:

Paper Applications
= Online Applications

» 6,000,000 applications reviewed each year
» Each application can range from 10 pages to 1,000 pages
» 3,000 field personnel review applications full time
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[he design team consists or
every individual who influences
the rendering of our Intent:

[t no'lenger consists only: o
trained designers.
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Growth Stages of Understanding

Unconscious Conscious
Incompetence Incompetence
Sees the
Produces poor diﬂerence

quality outcomes

without realizing it. between
good and poor

quality.

Growth Stages of Understanding

Unconscious Conscious Conscious
Incompetence Incompetence Competence
Learns practices
Produces poor Now aware their thﬂt pmduce
quality outcomes outcomes are poor
without realizing it. quality. gﬂﬂd outcomes.
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Growth Stages of Understanding

Unconscious Conscious Conscious Unconscious
Incompetence Incompetence Competence Competence
Produces good
Produces poor Now aware their Follows defined outcomes Withﬂllt
quality outcomes outcomes are poor procedures to . . ]
without realizing it. quality. produce good thlﬂkl“g about it.

quality outcomes.

Growth Stages of Understanding
Unconscious Conscious Conscious Unconscious

Incompetence Incompetence Competence Competence

Produces poor Now aware their Follows defined Intuitively
quality outcomes outcomes are poor procedures to produces good
without realizing it. quality. produce good quality outcomes.

quality outcomes.
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100 Developers 12 Technical Leads
TTYTTITLY L2 T LY
XXXIXXXXY . XXXXX
! ! ! ! ! ! ! ! ! ! 10 Business Analysts
SRRERREEE Y11,
ERRRRRERL XIY
TTYTTITLY
O R A R N R ) 6 Product Managers

Dana’s team:
130 unconsciously incompetent designers.

Growth Stages of Understanding
Unconscious Conscious Conscious Unconscious

Incompetence Incompetence Competence Competence

r—f
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Growth Stages of Understanding

Unconscious Conscious Conscious Unconscious
Incompetence Incompetence Competence Competence

IEZZNY

Detailed knowledge of
what differentiates good
quality from poor quality.

Growth Stages of Understanding
Unconscious Conscious Conscious Unconscious

Incompetence Incompetence Competence Competence

IEZ MY

Detailed knowledge of Repeated practice of
what differentiates good procedures to create good
quality from poor quality. quality outcomes.
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Growth Stages of Understanding
Unconscious

Incompetence

Detailed knowledge of
what differentiates good
quality from poor quality.

Conscious
Incompetence

Repeated practice of
procedures to create good
quality outcomes.

Conscious
Competence
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Comprehensive knowledge
and craftsmanship for
intuitive work.

Unconscious
Competence

Growth Stages of Understanding

Unconscious Conscious Conscious Unconscious
Incompetence Incompetence Competence Competence
Example Literacy plays: Example Fluency plays: Example Mastery plays:

« (reate themed roadmaps.

« Adopt a customer-driven product strategy.
« [ntegrate listening-hased user research.

« [ntegrate end-to-end service design.

« Integrate CX with UX practices.

« Dedicate UX team to improving UX process.
« Eliminate UX-hased position titles.

« (iet secondary influencers into projects early.
« (reate a Ul controlled vocabulary.

« reate a voice & tone guide.

« [reate feature-level personas.

« Adopt Lean UX practices.

« Conduct regular design studios.

« Adopt mini creative riefs.

= Start a usability testing program.

« Teach team to conduct usability testing.
« Socialize journey maps.

« Start an immersive exposure program.
= Conduct a Ul inventory.

« Integrate story mapping into Agile.

= Deconstruct design differences.
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Literacy Blay p

Created an immersive exposure program.

Cyd Harrell
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Eiteracy Play Yy

Taught basic usability testing techniques.

Bill Scott
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Paypal Project Hermes

Eluency Elay y

Introduced Lean UX techniques.
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eIl -Q\”-[ il.

Weh svery team member
N~~~ NN ~ e We ”\j

Decome conscious \/
competent.

Each come to the table with the expectation
that every team member has design potential.
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%EN-}_-EEO A 2-year curriculum with team design at its core.

Term | Term Term 5
o [ntroduction to User Experience o Design Process Management o Advanced Design Methods 2
© [nformation Architecture © Presenting © Business of UX
o Sketching and Prototyping * |nformation Design * (uantitative Data, Metrics, and Analytics
o User Research Practices o Ethnographic Research Methods o Designing for Social
* Front-End Development © Communicating Design * Special Topic
Term 2 Termd Term 6
o Critiquing and Design Studio o Advanced Design Methods 1 oSpecial Topics
o Visual Design o Leadership oDirected Topics
* |nteraction Design * Development Methods eIntemships
o Storytelling o Facilitated Leadership (ve courses total)
© Copywriting and Content Strategy © Functional Editing and Curation

centercentre.com

Embrace “Everyone thinks
they are a aesigner.

Help every team member
become a better one.
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Designis a
Team Sport

» Everyone is a designer.

» Design processes are a designed experience.

» Our expectations change their outcomes.

» Facilitated leadership is a core design skill.

» Our mission is conscious competency for every member of the team.

Find me at;

uie.com

jspool@uie.com

Don'’t forget to connect to me on the LinkedIn.

@jmspool

Go ahead! Follow me on the Twitters.
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CENTER @
CENTRE

2-year school for
industry-ready UX Designers.

Looking for new students.

Raising money for Give Forward Student Loans.

www.CenterCentre.com

CENTER @
CENTRE

2-year school for
industry-ready UX Designers.

Looking for new students.

Raising money for Give Forward Student Loans.

www.CenterCentre.com/donate
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Creating a

UX Strategy

Playbook

February 22-23
Chattanooga, TN

playbook.uie.com

Dive deep into the newest

[R2.0b] » UIE  www.uie.com

Build your organization’s
perfect combination of UX plays

O Adapt UX to organizational priorities
O Embed UX into your product roadmaps

O Nurture and grow organizational support for UX

O Use code JS2018 for $200 off your registration.

Immerse yourself with full-day master-

UX techniques and practices grade workshops:

UX IMMERSION:

e Map users experiences effectively

e Focus on the critical small experiences
e Discuss design constructively

e Visualize complex information easily

® Measure success with UX metrics

e Create better layouts with CSS Grid

See you there!

Use code JARED200 and save $200 off
your full conference registration.

uxi.uie.com
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